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As a communication technology company who provides services for the Mobile 
Operators. A has always hammered at providing full catering service to enhance its 
integrated competitiveness. In this regard，building a high performance consumer 
-service team becomes one of the key factors. This paper tries to shoot the main 
problems in the consumer-service staffs’ performance management. For instance, the 
systematic construction of performance management is not tightly bound with the 
strategic aim of the company, confuses performance assessment with performance 
management，even the performance assessment indicators do not fit the SMART 
principle etc .This paper here tries to propose a feasible solution which is guided by 
the performance management theory and “Theory Serve Practice”，“Flexible”，“Easy 
to implement”，“Performance Promotion Oriented” principles according to reality 
situation. 
This paper will be presented by four parts. Part 1: Summary theory of 
performance management. Part2: Customer-service staffs’ performance management 
situation in A. Part3: Great improvements in the performance management system. 
Part 4: Summary. 
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    绩效管理体系的构建，要从企业的实际情况出发，考虑到企业绩效管理方
面可能投入的人力、物力、财力、时间，同时还要考虑到与组织的目标、文化
和行业特征等是否相适应。 
                                                        
①
 根据柏兵. MM联通公司星级客户服务人员绩效考评体系设计[D].东南大学.2005-05.整理而来。 
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1.4绩效考核的常用方法 
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 付亚和 许玉林.绩效管理[M].上海:复旦大学出版社,2008. 























润率”等财务性 KPI，也要有“客户满意度”等非财务性 KPI。 
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付亚和 许玉林.绩效管理[M].上海:复旦大学出版社,2008. 
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